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Introduction 


This catalogue lists case studies developed and used by the Canadian Centre 
for Management Development (CCMD) and available to universities and 
other institutions of learning, and to federal departments and agencies. 
Although the case studies were originally developed for senior managers in the 
public service, they are also suitable for students at the graduate level. Each 
case study has its teaching notes. 


The cases invite participants to apply their knowledge and judgement to 
problems in the public sector. Many cases have been taken directly from the 
experience of public service managers; others have been modified for teaching. 


The catalogue has five parts. 


Part I is a guide to using the catalogue. It presents an annotated sample entry, 
defines terms and notes time requirements for teaching. 


Part II provides information for ordering case studies and teaching notes. 
Part III lists the cases under four management areas: 


Agency Development - managing arm’s-length relationships, 
in the context of legal mandates and political priorities; 


Line and Project Management - planning, organizing and 
directing a group to meet specific objectives; 


Policy Development - analyzing a situation, developing and 
implementing new policies, and evaluating the results. Policy 
as used here means directing public resources to national 
problems or concerns of the government; and 


Regional Management - planning, organizing and directing 
resources to meet objectives in a geographic region. 


Part IV provides reference tables that list cases by management area. The 
tables also indicate each case’s key elements. 


Part V is an alphabetical list of all case studies. 


CCMD gratefully acknowledges those federal managers and contributors who 
have given their time and effort to help develop the case studies. 


Part I: 


A Guide to Using the Catalogue 


Sample Case Listing 


1 CHOICES FOR THE MANAGER 
2: Pullen, John William and Paton, Richard 
3. Key Elements: 
Leadership 
Internal Change 
4. Eight months into his job, Robert Fox, the Assistant Deputy 
Minister (ADM) of the Marine Operations Group must deal 
with a formidable array of issues and problems. Within the 
Marine Operations Group tensions are high and staff morale 
is low. An impending reorganization and pressure to 
downsize the agency have exacerbated the situation. Several 
of the pressing external problems which Fox has to solve have 
serious political ramifications. Fox must determine his 
priorities and develop a strategy to achieve them. 
ay Case Notes 
SC93-2/3-1990E SC93-3/3-1990E 
SC93-2/3-1990F SC93-3/3-1990F 
Organization of entries 


Each entry has five parts: 


if Title and Language. All cases are available in English and French. An 
asterisk (*) following the case title indicates that the case was 
originally written in French. 


2. Author(s). Cases are written by CCMD staff, contract researchers, 
as well as active or former senior federal managers. 


ae Key elements. Listed key elements are the principal management 
practices giving rise to teaching points and learning objectives. 


4, Abstract. This is a brief factual account of the case. 


5 Catalogue numbers. The Supply and Services Canada catalogue 
numbers are used for ordering cases and teaching notes. F = French, 
E = English. The Case Study catalogue numbers are on the left, the 
Teaching Notes, on the right. 


Key elements 


The key elements of each case are management practices that the case 
highlights. The following descriptions are based on several sources, including 
The Public Administration Dictionary: 


Communications 


External 

Internal 
Decision Making 
Human Resource 
Management 
Intergovernmental 
Relations 
Internal Change 
Issue and Crisis 


Management 


Leadership 


Personal and 


Interpersonal Skills 


Planning and Control 


Strategic 
Management 


Exchange of information between individuals or 
groups. 


Communicating with parties outside the organization. 


Communicating with employees within an 
organization. 


Choosing a course of action to achieve a goal based 
on events, circumstances and information. 


The most effective use of people within an 
organization. 


Ongoing administrative, legal and political 
relationships among levels within the Canadian 
system of government. 


Change to an organization’s internal environment as 
it adapts to the external environment. 


Tailoring a strategy to respond to an event foreseen 
or unforeseen, or to unstable conditions. 


The exercise of authority, whether formal or 
informal, in directing and coordinating the work of 
others. 


Manager’s ability to work in different situations and 
with different people. 


Developing and monitoring a strategy and an action 
plan to achieve goals. 


Managing while taking into account the 
organization’s internal and external environment 


Time requirements 


The time required for each case can range from 1.5 to 4 hours depending on 
the teaching method. If participants form syndicates to assess a case, up to 
four hours may be required, including 20- to 30-minute presentations by each 
syndicate followed by a plenary discussion. If participants assess a case as a 
group, the average time required is 1.5 to 2 hours. 


Part I: How to Order Case Studies and Teaching 
Notes 


a) Universities, educational institutions and all other organizations 
outside the federal government may purchase Case Studies and 
Teaching Notes (French or English) directly from the Institute of 
Public Administration of Canada (IPAC), 


- by writing to: 
Institute of Public Administration of Canada 
897 Bay Street 
Toronto, Ontario 
MSS 177 


b) Federal government managers and agencies may obtain Cases Studies 
and Teaching Notes (French and English) directly from the Canadian 
Centre for Management Development (CCMD) 


- by writing to: 
Case Study Distribution 
Case Study Group 
Canadian Centre for Management Development 
P.O. Box 420, Station "A" 
Ottawa, Ontario 
KIN 8V4 


- by phoning: 
(613) 943-0615 


However, all requests for Teaching Notes must be accompanied by a written 
explanation of the intended use of the Notes. 


Please note that all CCMD cases are protected by Crown copyright. Extracts 
from the Case Studies or this catalogue may be reproduced for individual use 
without permission, provided the source is fully acknowledged. However, 
reproduction of cases or this catalogue for resale or redistribution requires 
written permission from 


Permissions Officer 

Programs and Publishing Group 
Canadian Government Publishing Centre 
Ottawa, Ontario 

K1A 0S9 


Part II: 


A) 


B) 


C) 


D) 


Case Studies Listed by Management 
Area 


Agency Management 


Line and Project Management 


Policy Development 


Regional Management 


A) AGENCY MANAGEMENT 


CENTRES OF EXCELLENCE 


Pullen, John William 


Key Elements: 
Leadership 
Strategic Management 
Decision Making 


The President of the Natural Science and Engineering 
Research Council (NSERC) has just learnt, through a 
contact, that the Ministry of State for Science and 
Technology has prepared a draft Memorandum to 
Cabinet (MC) that would increase government funding 
for university research. The draft MC would see 
NSERC playing a marginal role in an advisory capacity, 
even though it deals with an area covered by NSERC’s 
mandate. Knowing little about the details of the 
proposal, but recognizing that the MC was being 
rushed through the system, the President must 
determine the consequences of the proposal for his 
Council and decide how NSERC should respond to the 
MC. 


Case Notes 


SC93-2/2-1990E 
SC93-2/2-1990F 


SC93-3/2-1990E 
SC93-3/2-1990F 


SETTING UP A RESEARCH AND 
DEVELOPMENT INSTITUTE* 


Dupuis, Louise, A. 


Key Elements: 
Intergovernmental Relations 
External Communications 


In 1984, the federal government announced its decision 
to create the National Optics Institute (NOI). This 
research centre was originally designed as a division of 
the National Research Council of Canada (NRC). It 
was then decided to proceed with the implementation 


of this institute while radically modifying its charter and 
organization. Instead of being a division of the NRC, 
the Institute would become a private, non-profit, self- 
financing corporation. At the same time, the federal 
government would assume the capital expenditures 
involved in building and purchasing the NOI’s facilities. 
Suzanne Pélerin was given the responsibility of 
coordinating the creation of the NOI and developing a 
strategy to put it on the right track while ensuring its 
privatization. She must consider the new organization’s 
internal and external constraints, identify the new 
research centre’s key issues and strategic objectives, and 
develop a strategic approach to executing its mandate. 


Case Notes 


SC93-2/13-1990E 
SC93-2/13-1990F 


SC93-3/13-1990E 
SC93-3/13-1990F 


PRESSURES ON THE PRESIDENT 


Pullen, John William 


Key Elements: 
Internal Communications 
Strategic Management 
Leadership 


John Allen, the new President of the Canadian 
Research and Granting Authority (CRAGA), has taken 
over a faltering organization. Recent events and the 
immediate future do not bode well for CRAGA: Allen 
has recently been informed of another round of 
Treasury Board budget cuts; CRAGA has just appeared 
before the confrontational Commons Committee on 
Culture and Canadian Identity; and meetings are 
scheduled with the PCO where the controversial 
CRAGA Annual Report will be discussed. Allen 
expects pressure will be exerted to streamline the 
organization. As well, a potentially explosive General 
Meeting of CRAGA is scheduled in the near future, a 
major research project is in trouble because of faulty 
design and misuse of grants by outside researchers, and 
CRAGA’s staff morale is low because of the internal 
and external controversies and rapid staff turnover at 
the senior level. Allen had developed a transitional 
strategy to bring the organization up to speed and to 
develop relevance. However, he is now reconsidering 


this strategy and must decide what he will do to pull 
CRAGA out of its current difficulties. 


Case Notes 


SC93-2/19-1990E 
SC93-2/19-1990F 


SC93-3/19-1990E 
SC93-3/19-1990F 


THE CHAIRMAN’S CHALLENGE: 
PARTS A and B 


Pullen, John William 


Key Elements: 
Leadership 
Internal Change 
Decision Making 


PART A 


The Conditional Release Agency (CRA) exercises 
powers to grant, deny and control the conditional 
release of persons serving sentences in Canadian 
federal correctional institutions. With a potentially 
explosive story in the hands of the media, and an 
Agency whose actions, authority, mandate and 
capabilities have been severely criticized by 
Parliamentary Committees, review agencies and interest 
groups, the new Chairman’s challenge is to turn the 
organization around. Whatever action he plans must 
have the support and cooperation of the Agency’s 
Senior Management Committee, and the strategy must 
address the concerns of the environment, the staff, 
structure and organizational mandate of the CRA. 


Case Notes 


SC93-2/28-1990E 
SC93-2/28-1990F 


SC93-3/28-1990E 
SC93-3/28-1990F 


PART B 

The second part of the case presents the strategy 
implemented by the Chairman to turn around the 
CRA. 


Case Notes 


SC93-2/28-1990E 
SC93-2/28-1990F 


SC93-3/28-1990E 
SC93-3/28-1990F 


A CRISIS IN THE FISH PROCESSING 
INDUSTRY* 


Dupuis, Louise A. 


Key Elements: 
Human Resource Management 
Decision Making 
Intergovernmental Relations 


In the spring of 1983, the fishing season in Gaspé was 
in jeopardy, and Quebec United Fishermen (QUF), a 
cooperative and by far the largest business in the 
sector, faced bankruptcy. The cooperative was heavily 
in debt, its working capital in the red, its creditors no 
longer willing to advance financing and threatening to 
seize the cooperative’s assets. An emergency meeting 
was called for all parties concerned, including the 
federal Minister of Fisheries and Oceans. As a result 
of the meeting, the federal government agreed to 
guarantee a loan to QUF and to appoint Roger 
Marinier as acting administrator of the cooperative. 
Marinier must recommend an adequate solution to 
these problems. To do this, he must identify the major 
components of United Fishermen’s problems, 
difficulties in the fishing industry, federal objectives, 
and federal-provincial irritants and conflicts in this area. 


Case Notes 


SC93-2/34-1990E 
SC93-2/34-1990F 


SC93-3/34-1990E 
SC93-3/34-1990F 


WORKFORCE ADJUSTMENT 


Stephens, Robert 


Key Elements: 
Internal Change 
Strategic Management 
Decision Making 


The National Energy Board was established over 
twenty-seven years ago as a "national energy authority". 
Early in the summer of 1986, there were clear 
indications that the Board’s person-year allocations, in 
spite of a recent 10% reduction, were not being fully 
utilized. Senior management was not convinced a 
"laissez-faire" attitude was the only solution. After 
discussing the situation, they produced a range of 
options. Management was aware the Board needed to 
maintain a cadre of highly qualified professionals in a 
variety of fields that would allow the Board to respond 
to their fluctuating workload. They also recognized 
that the practical realities of downsizing were negative, 
and that the Board’s credibility could be called into 
question. By early winter they had decided whether or 
not to recommend downsizing to the Chairman and had 
established the rationale, method, and timing for their 
decision. The Chairman in turn will react to their 
recommendations. How will the Chairman react, if 
downsizing is recommended, or if downsizing is not 
recommended ? 


Case Notes 


SC93-2/36-1990E 
SC93-2/36-1990F 


SC93-3/36-1990E 
SC93-3/36-1990F 


VOICE OF FIRE 
Pullen, John William 


Key Elements: 
External Communications 
Issue and Crisis Management 


Following a routine press release, a story about the 
purchase of the $1.76 million dollar painting broke in 


the Ottawa Citizen on March 7, 1990. Reaction was 
swift and negative. During the next 10 days the story 
continued to build. On March 11, the Chairman of the 
Commons Committee on Communications and Culture 
indicated he intended to take action. 


Although initial coverage peaked on March 10, the 
story did not seem to want to fade. It made the CBC 
National and Midday Programs. The two-minute clip 
contrasted comments from the Gallery Director and the 
Chairman of the Commons Committee. Political and 
public attention was focusing on the Gallery at a time 
when this might not be in the agency’s best interest. To 
respond to this situation, the student is asked to design 
a communications strategy for the National Gallery. 


Case Notes 


SC93-2/40-1991E 
SC93-2/40-1991F 


SC93-3/40-1991E 
SC93-3/40-1991F 


ARTISTIC LICENCE 


Godin, Joanne 


Key Elements: 
Leadership 


Paul-Emile Cormier, Chief Executive Officer of the 
Canadian Arts Promotion Centre, has a problem. A 
Cultural Group has applied for a grant under new 
criteria approved by the Board of the Centre - an arm’s 
length agency. The Group was assessed carefully by the 
Staff and did not meet the criteria for funding. 
However, one member of the Board has circumvented 
the process and gone to the Minister, who has 
instructed Cormier to issue the grant. What should he 
do? 


Case Notes 


SC93-2/45-1991E 
SC93-2/45-1991F 


SC93-3/45-1991E 
SC93-3/45-1991F 
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NO COMMENT 
Godin, Joanne 


Key Elements: 
External Communications 


The Chairman of the Canadian Work Safety Standards 
Board has just received word from the national media 
that they intend running an item on its Annual Report. 
The report would say that the Board had omitted 
information critical to workers’ health, and potentially 
that of millions of Canadians, about potential 
carcinogens in a wide range of biodegradable plastic 
products. The information could only have come from 
a Board member who strongly opposed the report. 
Faced with an immediate credibility problem, a leaking 
Board member, and a conscientious staff member who 
will not modify his research conclusions, the Chairman 
must make some quick decisions. 


Case Notes 


SC93-2/44-1991E 
SC93-2/44-1991F 


SC93-3/44-1991E 
SC93-3/44-1991F 


THE ART OF THE POSSIBLE 


Godin, Joanne 


Key Elements: 
Leadership 


The Legal Research Advisory Board has a new 
President - a bright and aggressive lawyer accustomed 
to running his own show and determined to turn things 
around. The Secretary to the Board, Gerri Bowden, 
needs to find a way to gently introduce him to the facts 
of life in government. When the Board decides 
unilaterally to make a substantial financial commitment 
to a new research project, including hiring someone 
from outside, the Secretary knows she has been end- 
run. How can she preserve her delegated authority over 
matters such as staffing, retain the confidence of the 


Board, and maintain her credibility within the 
organization? 


Case Notes 


SC93-2/46-1991E 
SC93-2/46-1991F 


SC93-3/46-1991E 
SC93-3/46-1991F 


"EVERYTHING’S UNDER CONTROL" 


Godin, Joanne 


Key Elements: 
Leadership 
Decision Making 


Theo Wytt, Chief Commissioner of the Regina-based 
Grain Exporting and Pricing Bureau, has thirty days to 
prepare an effective case for Canada before a critical 
Canada-U\S. trade dispute panel. Unfortunately, his 
Assistant Commissioner is showing clear signs of an 
alcohol problem: his constant late mornings, missed 
meetings, and over-control of staff, are affecting the 
work of the small agency as it prepares for this 
important event. How should Wytt manage this 
problem? 


Case Notes 


SC93-3/68-1991E 
SC93-3/68-1991F 


SC93-2/68-1991E 
SC93-2/68-1991F 


NO PRESCRIPTION FOR SUCCESS 


Godin, Joanne 


Key Elements: 
Leadership 
Decison Making 


Candace Yves-St-Cyr, Information Access 
Commissioner, is slowly sliding away. By turns distant 
and engaged, her staff sense she is increasingly 
dependent on non-prescription drugs. The problem is 
quickly coming to a head. A House of Commons 


Standing Committee requires statistical representations 
on the Commissions performance. Unfortunately 
Candace does not see the value in providing such 
information and is not responding to the request. Henri 
Godbout, her second in command, must find a way to 
protect the agency from threatened budget cuts and try 
to deal with her substance abuse. How should he do it? 


Case Notes 


SC93-2/69-1991E SC93-3/69-1991E 
SC93-2/69-1991F SC93-3/69-1991F 


B) LINE AND PROJECT 
MANAGEMENT 


CHOICES FOR THE MANAGER 


Pullen, John William and Paton, Richard 


Key Elements: 
Leadership 
Internal Change 


Eight months into his job, Robert Fox, the Assistant 
Deputy Minister (ADM) of the Marine Operations 
Group must deal with a formidable array of issues and 
problems. Within the Marine Operations Group 
tensions are high and staff morale is low. An 
impending reorganization and pressure to downsize the 
agency have exacerbated the situation. Several of the 
pressing external problems which Fox has to solve have 
serious political ramifications. Fox must determine his 
priorities and develop a strategy to achieve them. 


Case Notes 


SC93-2/3-1990E 
SC93-2/3-1990F 


SC93-3/3-1990E 
SC93-3/3-1990F 


THE ST. LOUIS BRIDGE 
Pullen, John William 


Key Elements: 
External Communications 
Issue and Crisis Management 
Decision Making 


At approximately 11:00 a.m. on November 29, 1985, all 
traffic in the St. Lawrence Seaway came to an abrupt 
halt. A cargo ship, the SEAWISE JEWEL, had run 
into the southern support structure of the St. Louis 
bridge, a combined rail and road traffic bridge, which 
spans the Seaway near Montreal. All highway, rail and 
seaway traffic was at a standstill. With winter fast 
approaching, the President of the St. Lawrence Seaway 
Authority, John Black, must make decisions 


determining the fate of all traffic affected, and must 
resolve the operational and political crisis which 
resulted from the accident. 


Before proceeding with a plan of action, the President 
must assess the nature and complexity of the problem 
at hand. He must distinguish the major issues among 
the plethora of concerns raised and identify the major 
internal and external stakeholders, pressures, and 
constraints present within the case. 


Case Notes 


SC93-2/4-1990E 
SC93-2/4-1990F 


SC93-3/4-1990E 
SC93-3/4-1990F 


GRANTS AND CONTRIBUTIONS 
Pullen, John William 


Key Elements: 
Internal Communications 
Internal Change 
Planning and Control 


Halfway through the first quarter of the 87-88 fiscal 
year, the Associate Deputy Minister of the Department 
of Regional and Industrial Expansion (DRIE) 
discovered the department was approaching 110% of its 
appropriations for the previous fiscal year. Applying 
the government’s Payable-at-Year-End policy, the 
department had effectively used up the 87-88 fiscal 
budget during the first quarter, leaving it virtually broke 
with three quarters of the fiscal year ahead. 


Before his afternoon meeting with the Deputy Minister 
and then the Senior Management Committee, the 
Associate DM must determine how the situation 
developed, what can be done to rectify it and who is 
responsible and accountable for the situation. 
Developing an explanation and rectifying the situation 
requires coordinated action on the part of the Associate 
DM, the Comptroller, and the program managers. 


Case Notes 


SC93-3/9-1990E 


SC93-2/9-1990E 
SC93-3/9-1990F 


SC93-2/9-1990F 


"IMPASSE": TEAM BUILDING 


Hunter, John 


Key Elements: 
Leadership 
Personal and Interpersonal Skills 
Human Resource Management 


Four months have elapsed since Peter Mathews 
accepted a six-month assignment as Acting Director of 
Immigration, with the mandate of improving the health 
of the organization and handling a number of 
management problems. With every approach he has 
tried, Mathews has reached an impasse. The ten Area 
and Program Managers resent having an "outsider" 
trying to improve their organization. Mathews has 
organized a three-day "team-building" session with the 
help of a skilled facilitator and the begrudging 
acceptance of his ten managers. With nearly a third of 
the retreat behind him, Mathews feels he has run out 
of options. Mathews must now decide what options to 
consider and what approach to take when he 
reconvenes with his managers after their extended 
coffee break. 


Case Notes 


SC93-2/11-1990E 
SC93-2/11-1990F 


SC93-3/11-1990E 
SC93-3/11-1990F 


REORGANIZING HUMAN RESOURCES 
AT STATISTICS CANADA* 


Clément, Philippe 


Key Elements: 
Human Resource Management 


After a twenty-year career at Statistics Canada, you 
have just assumed your new duties as special advisor 
to the new Chief Statistician of Canada on the 
reorganization of human resource management. 


Statistics Canada strikes you as a federation of small, 
independent republics working in isolation. Their 


operational autonomy goes as far as managing their 
own publishing programs, which sometimes operate at 
a loss. These "republics" are small, closed, highly 
autonomous and introverted organizations which devote 
a large part of their activities to managing their 
individual operations. This specialization results in a 
lack of mobility for both managers and employees 
which is not conducive to the overall management of 
the organization. To complicate the situation even 
further, Statistics Canada must make major changes in 
the thrust of its programs as a result of changes in 
government priorities. 


Your job is to summarize the weaknesses in your 
organization’s human resource management, to 
establish a system of priorities and to outline a 
framework for action to the Chief Statistician. 


Case Notes 


SC93-2/25-1990E 
SC93-2/25-1990F 


SC93-3/25-1990E 
SC93-3/25-1990F 


TOXIC CHEMICALS 


Paton, Richard and Pullen, John William 


Key Elements: 
Internal Change 
Human Resource Management 


John Fairfax has been seconded from the private sector 
through an executive exchange program to be the 
Director General of the Department of the 
Environment’s (DOE) Environmental Protection 
Branch (EPB). Although responsible for environmental 
policies respecting various toxic chemicals, the EPB has 
problems intervening because of minimal funding, a 
weak departmental mandate, and a lack of solid 
evidence. The EPB’s relationships with other 
departments, industry and public interest groups are 
not strong and the organization requires an overall 
corporate policy. His task complicated by the "small 
efficient government" priorities of the Assistant Deputy 
Minister and the Minister, Fairfax must decide which 
are the most important elements of his agenda. Fairfax 
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must also concentrate on developing a management 
strategy for EPB and, more specifically, for the Toxic 
Chemicals Group. 


Case Notes 


SC93-2/32-1990E 
SC93-2/32-1990F 


SC93-3/32-1990E 
SC93-3/32-1990F 


TRIPLE A: THE ACQUISITION 
ASSESSMENT AGENCY 


Paton, Richard; Ouimet, Dave and Pullen, 
John William 


Key Elements: 
Internal and External Communications 
Internal Change 
Strategic Management 


John Masters was appointed Chairman of the 
Acquisitions Assessment Agency in the middle of a 
controversy over the Agency’s recent refusal to accept 
several large foreign ownership applications. Created 
a decade earlier during an era of economic nationalism, 
the Agency is now regarded as a dinosaur in an era of 
globalization. Public concern about government 
intervention in the economy, coupled with criticism 
from the media and national business groups, has 
caused the Agency’s mandate and purpose to be 
publicly questioned. As well, foreign investors have 
given a clear signal they are unwilling to wait six 
months for a decision and have taken their investment 
dollars elsewhere. The external pressures and lack of 
support from the government, combined with the 
controversial reputations of senior managers, have 
caused staff to become demoralized. The Agency 
currently has four applications awaiting decisions. 
Critics claim these decisions will determine the future 
of the Agency. As Chairman, Masters must advise the 
Minister responsible for the Agency on how to deal 


with the situation and what strategy to use to see the 
Agency through the next twelve months. 


Case Notes 


SC93-2/33-1990E 
SC93-2/33-1990F 


SC93-3/33-1990E 
SC93-3/33-1990F 


EARLY STEPS: LEADERSHIP 


Clément, Philippe 
Gillespie, Peter 


Key Elements: 
Leadership 
Personal and Interpersonal Skills 


Juliette is about to begin her new job with the federal 
government. She is to replace John as the head of a 
policy development unit. John is retiring, leaving 
behind him a unit that bears the strong imprint of his 
style of leadership, characterized by his one-man-show 
approach to management. 


Juliette, who worked for a provincial government, 
enthusiastically welcomes the challenge of putting 
together a competent team, especially since the unit 
has been reduced to performing only routine tasks. 
She is also confident because the DM gives her a free 
hand and because her team, comprising twelve junior 
and three senior officers, appears to have the 
experience required to do the job expected of such a 
unit. 


Upon taking up her new duties, she discovers that Dan, 
a member of the unit who will retire in four years, was 
hoping, based on his experience and seniority, to 
succeed John as head of the unit. 


Case Notes 


SC93-2/67-1991E 
SC93-2/67-1991F 


SC93-3/67-1991E 
SC93-3/67-1991F 


EARLY STEPS: 
POWER BASE 


ESTABLISHING THE 


Clément, Philippe 
Gillespie, Peter 


Key Elements: 
Leadership 
Personal and Interpersonal Skills 


Juliette, an MBA graduate of the University of Western 
Ontario, had an interesting career with the federal 
government, both in Ottawa and in the regions, before 
working for a provincial government. 


She is now returning to the federal government to take 
on a challenging assignment: revitalizing an apathetic 
policy unit that has been reduced to performing routine 
tasks. She knows her new DM, who gives her a free 
hand and wants her to give priority to one of his pet 
projects. The ADM to whom she reports is highly 
intelligent, innovative, enterprising and a bit of a 
daredevil. People either like him or hate him. There 
is no in-between. The Department’s other operational 
ADM is of the old school, conservative, loyal to his 
subordinates whose interests he has always vigorously 
defended. There are rumors that the two ADMs do 
not get along very well. 


Case Notes 


SC93-2/66-1991E 
SC93-2/66-1991F 


SC93-3/66-1991E 
SC93-3/66-1991F 


BUT CAN SHE DRIVE A FORK LIFT? 
Godin, Joanne 


Key Elements: 
Human Resource Management 
Leadership 


Sharon Pemberton, a word processing machine 
. operator, is looking for new challenges. She wants a 
job as a truck driver or shipper. Since several positions 
are open, she writes to or meets with the supervisors of 
the drivers’ and shippers’ sections, their chief, the 
director of the division, and even the director general, 
all male managers. In each case, she meets with 
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indifference. She is asked if she knows how to drive a 
truck, or to handle a fork lift. Meanwhile, four men, all 
apparently inexperienced outsiders, obtain the very 
shippers’ positions that interested Sharon. 


Outraged, she appeals to the union and succeeds in 
obtaining a position as a shipper and then as a driver. 
She then complains to the Human Rights Commission 
that she has been a victim of sexual discrimination. 


Case Notes 


SC93-2/52-1991E 
SC93-2/52-1991F 


SC93-3/52-1991E 
SC93-3/52-1991F 


JUST SAY NO 


Godin, Joanne 


Key Elements: 
Decision-Making 
Personal and Interpersonal Skills 


Carolyn McAllister, a young program officer, has just 
completed her one-year probation at her department’s 
regional office. Her probation report is delayed, and 
she is under even greater stress because she has just 
divorced a jealous husband who made her life 
miserable. Furthermore, Pete, the Director of the 
Eastern Ontario District, is asking her to go to bed 
with him and follows her everywhere. He harasses her 
so much that she finally yields to his advances just once. 
Fred, the Regional Director General, who has heard of 
a potential problem, timidly tries to settle the matter by 
talking to Pete unofficially, but without much success. 
Furious, Pete inundates Carolyn and her immediate 
supervisor with a pile of unreasonable requests. 


Carolyn files a grievance with her department on the 
grounds of sexual harassment. The Department rules 
in her favour, and Pete is transferred to another of the 
Department’s offices for three months. Carolyn then 
files a complaint of sexual discrimination with the 
Human Rights Commission. 


Case Notes 


SC93-2/49-1991E 
SC93-2/49-1991F 


SC93-3/49-1991E 
SC93-3/49-1991F 


NO WAY OUT 


Godin, Joanne 


Key Elements: 
Human Resource Management 
Issue and Crisis Management 


Bryan Anderson works for Bitner’s International 
Services, a company that provides additional kitchen 
services to penal institutions experiencing staff 
shortages. He has just recently begun working in the 
kitchens of the Wallenburg Institution. One day, he 
confides to a fellow worker that he is carrying the 
AIDS virus, but that his doctor has assured him there 
is no danger of his spreading the virus. The inmates 
learn by chance that he is HIV positive and refuse to 
eat, threatening to riot. The warden of the institution 
manages to defuse the crisis by agreeing to fire Bryan. 
He also persuades the ADM, who is concerned about 
Bryan’s fate, that nothing can be done for Bryan. 


Bryan is dismissed by the company employing him, 
becomes upset and emotional and manages to survive 
on social assistance. He files a complaint with the 
Canadian Human Rights Commission alleging that the 
Ministry of Correctional Institutions discriminated 
against him on the grounds of physical disability. 


Case Notes 


SC93-2/48-1991E 
SC93-2/48-1991F 


SC93-3/48-1991E 
SC93-3/48-1991F 


WE’RE DOING ALL WE CAN 


Godin, Joanne 


Key Elements: 
Internal Communications 
Decision Making 


Ravi Bakhtar, a Pakistani by birth, is an officer in 
Accounting Services of the Department of Social 
Services where he has worked for more than twenty 
years. One day, he finds his office plastered with sheets 
of paper containing racist drawings and remarks 
concerning his ethnic origin. He informs his director 


who asks the Department’s Chief of Security to 
investigate. Ravi also writes to the Minister, whose 
Office requests an explanation for the DM, who in turn 
raises the matter with the ADM responsible for the 
sector where Ravi works. 


The Chief of Security feels that the investigation will 
be difficult owing to a lack of evidence. The Director 
of Personnel also decides that, in his words, "there is 
nothing to justify an investigation on grounds of 
harassment". Ravi, who was led to believe that the 
Department was actively looking into his case, is 
disappointed to learn, following the intervention of the 
Canadian Human Rights Commission, that there never 
was any investigation. He then decides to take early 
retirement. 


Case Notes 


SC93-2/50-1991E 
SC93-2/50-1991F 


SC93-3/50-1991E 
SC93-3/50-1991F 


TIME TO PAY THE PIPER 
Godin, Joanne 


Key Elements: 
Leadership 
Human Resource Management 
Personal and Interpersonal Skills 


Zach Baramy, an energetic and ambitious economics 
advisor, returns from a successful assignment overseas. 
His department is in the midst of a reorganization, and 
at this time he fully expects to receive the promotion 
that he feels he deserves. In moments, however, his 
hopes are dashed: under pressure from Treasury 
Board and the Minister’s office, the DM must urgently 
designate a line manager to plan and implement an 
important equity program. On the recommendation of 
Zach’s ADM, the DM designates Zach for this "special 
assignment", even though it "prejudicially affects" him. 
That night, Zach complains to his wife about what he 
sees as an injustice, but she reminds him that women 
are often victims of similar situations and must sacrifice 
their careers to other considerations. 


The next day, all of the new equity managers 
designated by their departments meet to establish a 
policy. They do not quite know how to tackle the 
problem. 


Case Notes 


SC93-2/53-1991E 
SC93-2/53-1991F 


SC93-3/53-1991E 
SC93-3/53-1991F 


THE PROMISE 
Pullen, John William 


Key Elements: 
Human Resource Management 
Leadership 


The Director General of a large branch has started to 
implement major change. After being recruited from 
outside, the manager starts a process to build a new 
vision and new values to make the organization more 
responsive. Taking the organization away for several 
working sessions, the DG uses the process to develop 
a new organizational structure. 


The organizational change is announced and 75% of 
the branch is moved into acting positions. Several new 
people are recruited from outside. The organizational 
change and rumours of budget cuts create anxiety and 
the DG promises to look after people. Just before a 
key meeting the DG is offered a prestigious new job in 
a different department at a much higher salary. Should 
the manager accept the offer? The case study poses 
several critical questions in values, ethics and 
leadership. 


Case 


SC93-2/43-1991E 
SC93-2/43-1991F 


THE MINERAL AND METAL 
COMMODITIES BRANCH 


Paquette, Philémon and 
Pullen, John William 


Key Elements: 
Human Resource Management 
Leadership 


As the new Director General of the Mineral and Metal 
Commodities Branch, Bill McCann is facing a major 
management challenge. He needs to find a way to 
change and revitalize his organization while 
simultaneously managing demands for rapid action 
from senior management. The Branch is a major 
component of the Mineral Policy Sector within Energy, 
Mines and Resources. McCann has been hired to turn 
it around. He also must decide how to integrate a new 
division into the Branch. This group has been 
downgraded in status and employees are resentful. 


The case has been prepared to illustrate the difficulties 
involved in changing organizations. Students will be 
required to assess and solve a critical problem in 
organizational change and leadership. By the end of 
the case McCann must make a fundamental strategic 
decision on how to develop and manage a process that 
could have terminal consequences for his leadership. 


Case Notes 


SC93-2/41-1991E 
SC93-2/41-1991F 


SC93-3/41-1991E 
SC93-3/41-1991F 
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CHILEAN GRAPES 


Tsang, Stephen 


Key Elements: 
External Communications 
Issue and Crisis Management 
Decision Making 


On Saturday, March 4, 1989, Joe Norris of the Food 
Production and Inspection Branch in Agriculture 
Canada, woke up to a problem. A threat had been 
received that Chilean fruit being shipped to the United 
States would be poisoned with cyanide. Eight days 
later three grapes visually detected and sampled from 
a shipment in the USA had been found to contain 
cyanide equal to approximately 3 micrograms per 
grape. Should Canada institute a complete embargo on 
all produce? The economic and political consequences 
could be considerable. 


Norris and staff were faced with a critical problem in 
risk management. The Treasury Board risk 
management policy sets out a step-by-step process to 
protect and consequently minimize risks and Norris 
must apply the policy to assess the risk. The case asks 
students to step into Norris’s shoes and provide advice 
to the Minister on the management of the incident. 


Case Notes 


SC93-2/55-1991E 
SC93-2/55-1991F 


SC93-3/55-1991E 
SC93-3/55-1991F 


NATURAL GAS LATERALS 


Marsan, Monique 


Key Elements: 
Decision Making 
Planning and Control 
Intergovernmental Relations 


The Minister of Energy, Mines and Resources has just 
called the Director General of the Natural Gas Branch 
to inform her that Cabinet has approved federal 
backing of the extension of a natural gas pipeline in 
Quebec. The Minister wants the department to start 
negotiations for the construction of the pipeline. He 


plans to hold a public signing ceremony of the 
agreement in six months and wants to know what 
incentives, checks and balances an agreement in 
principle would contain to ensure the completion of the 
project on schedule and within budget. 


The complex project would be one of the biggest 
projects on the government books. Previous attempts 
at getting the private sector to take it on had not been 
successful but the Government was determined to 
proceed. The financial, political and personal risks 
were considerable. Estimates for the construction of the 
"laterals" were now, in 1982, running at $775 million, 
the Department only had $500 million, less $15 million 
that it had set aside to pay for engineering plans. On 
the human resource side, there was only a program 
staff of three to run this massive project. How should 
the DG proceed? The case asks the students to prepare 
a project plan for the Minister that will bring the 
pipeline on line within time, budget and cost limits. 


Case Notes 


SC93-2/56-1991E 
SC93-2/56-1991F 


SC93-3/56-1991E 
SC93-3/56-1991F 


EVERYBODY’S PROBLEM 


Godin, Joanne 


Key Elements: 
Decision Making 
Leadership 
Personal and Interpersonal Skills 


Duncan Sommerfeld is president of Cantech, a major 
Crown Corporation. He has a drinking problem. 
Cantech’s productivity is mediocre and its customers 
are dissatisfied. Duncan, however, manages to hold on 
to his job thanks to the chairman of the Board of 
Directors, an old friend who cannot bring himself to 
confront Duncan with the problem. 


When Duncan’s behaviour becomes an embarrassment, 
the Board of Directors urges him to get professional 
help for his problem or leave. After some resistance, 
Duncan agrees and undergoes a rigorous treatment 
program. In his absence, the vice-president 
energetically manages the Corporation. Having 
successfully undergone treatment, Duncan returns to 
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work, only to be told that he must give up his position 
in the interest of the Corporation’s image. 


Case Notes 
SC93-2/70-1991E SC93-3/70-1991E 
SC93-2/70-1991F SC93-3/70-1991F 


WHAT CAN YOU DO? 
Godin, Joanne 


Key Elements: 
Leadership 
Personal and Interpersonal Skills 
Human Resource Management 


Vern O’Dell is worried his son Paul, aged ten, is 
showing signs of a psychomotor handicap. Vern, who 
has developed a sensitivity to the problems of the 
handicapped, wants to help his department meet its 
employment equity objectives. He hires Connie, who 
has cerebral palsy, but who has definite talents as a 
negotiator. He spares no effort to make her feel 
welcome and to modify the physical work environment 
to accommodate her. 


Kate occupies the office next to Connie’s. She makes 
little effort to understand her new colleague’s speech 
difficulties. She feels that too much is already being 
done for Connie, possibly to the detriment of other 
more senior employees. Under pressure from Kate, 
Vern withdraws Connie from negotiations with clients 
and assigns her primarily writing duties, for which she 
appears less suited. 


Case Notes 
SC93-2/71-1991E SC93-3/71-1991E 
SC93-2/71-1991F SC93-3/71-1991F 
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C) POLICY DEVELOPMENT 


COMPETITION ACT: STAGES 1 to 6 
Tyler, Lynne and Milne, Glen G.D. 


Key Elements: 
Planning and Control 
Decision Making 


The newly appointed Director of Strategic Planning 
and Policy Development within the Department of 
Consumer and Corporate Affairs must develop a new 
Competition Act and shepherd it through various 
institutional obstacles and into law. The case, based 
substantially on the process which resulted in passage 
of Bill C-91, the Competition Act, in June of 1986, is 
in six parts, each representing one stage in the policy 
development process. A comprehensive Teaching Note 
assists the instructor in the presentation of the case. It 
briefly summarizes the learning objectives of each part 
of the study and presents several questions which may 
be used to direct class discussion. The Note includes, 
at the conclusion of each part, a "Recent Events" 
section which suggests unexpected developments that 
could alter the policy process at that point. 


Case Notes 


SC93-2/5-1990E 
SC93-2/5-1990F 


SC93-3/5-1990E 
SC93-3/5-1990F 


DRUG REGULATION AND COST 
RECOVERY 


Doern, G. Bruce 


Key Elements: 
Planning and Control 
Decision Making 


The Health Protection Branch (HPB) of Health and 
Welfare Canada is faced with major coordination and 
policy problems and appears ripe for reorganization. 
Pressure for organizational reform is mounting. 
Politicians, government bodies and client groups have 
all expressed strong objections to the status quo. The 


organization itself realizes that a change is necessary. 
HPB is simply unable to cope with the demands that 
are placed upon it. 


The Assistant Deputy Minister (ADM) of the HPB 
must devise and implement a strategy to solve the 
organization’s problems. This task is complicated by 
the varying interests, objectives and motives of the 
concerned internal and external parties. The ADM 
must develop a plan which meets the needs of the 
organization while satisfying the concerns of interested 
parties. 


Case Notes 


SC93-2/6-1990E 
SC93-2/6-1990F 


SC93-3/6-1990E 
SC93-3/6-1990F 


WORKPLACE HAZARDOUS MATERIALS 
INFORMATION SYSTEM (WHMIS) 
PROJECT 


Clément, Philippe 


Key Elements: 
Intergovernmental Relations 
Strategic Management 
Planning and Control 


In the spring of 1982, Labour Canada was asked to 
coordinate the Workplace Hazardous Materials 
Information System (WHMIS) Project. At the time it 
was difficult for users to obtain information about 
hazardous products in the workplace, because 
provincial regulations had no power to force importers 
or suppliers outside their jurisdiction to provide 
information about the products. As a result it was 
difficult for employers (users) to be sure workers were 
adequately protected. Labour Canada and other 
interests involved recognized a national information 
system must be created to provide employers with 
satisfactory information. 


The Director General responsible for Occupational 
Safety and Health at Labour Canada must outline a 
strategy for the WHMIS Project. As well as addressing 
the concerns of the federal and provincial departments, 
the suppliers and users of the hazardous products and 
minimizing exposure of the project, the strategy must 
propose a criteria-driven system that is compatible with 
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other systems in place and addresses the interests of 
the federal government and producers of hazardous 
products. 


Case Notes 


SC93-2/10-1990E 
SC93-2/10-1990F 


SC93-3/10-1990E 
SC93-3/10-1990F 


THE NATURAL GAS DEREGULATION 
CASE 


Doern, G. Bruce 


Key Elements: 
Leadership 
Decision Making 
Intergovernmental Relations 


The federal Energy Minister is in Calgary to make a 
speech. Oil producers expect him to announce an 
agreement, with the government of Alberta, on the 
crucial second phase of the Agreement on Natural Gas 
Markets and Prices. Announced on October 31, 1985, 
the agreement had as its objective the creation of a 
competitive market for natural gas in Canada, i.e. the 
deregulation of the natural gas industry. Divided into 
two phases, the agreement calls for a transition year 
followed by full deregulation. Alberta’s concerns with 
the second phase of the agreement are that the 
National Energy Board’s policies on export pricing and 
surplus determination will remain in force. 


The Minister has just met with his provincial 
counterpart and presented Ottawa’s initiatives for the 
implementation of the second phase. The Alberta 
Energy Minister has said point-blank that the federal 
initiatives do not go far enough. Thwarted in his 
attempt to obtain an agreement, and hounded by 
expectations about his speech the next evening, the 
Minister calls his Deputy Minister in Ottawa for advice. 


Case Notes 


SC93-2/29-1990E 
SC93-2/29-1990F 


SC93-3/29-1990E 
SC93-3/29-1990F 


PRIVATIZING THE CANADIAN MAPLE 
PRODUCTS CORPORATION 


McQuillan, Claire E. and Williams, Cynthia 


Key Elements: 
Decision Making 
Issue and Crisis Management 
Leadership 


The Canadian Maple Products Corporation (CMPC) 
is in the advanced stages of the federal government’s 
privatization process. Johanna Day, the Group 
Executive for this privatization initiative, is working late 
to survey the offers to purchase of the four finalists and 
make recommendations. Whatever she recommends, 
Day must also devise a strategy which will enable the 
Minister and senior management to successfully 
communicate this option to the various non- 
governmental groups interested in the future of the 
CMPC. 


Day’s recommendation and proposed implementation 
strategy must consider and address the demands of 
conflicting interests, and if possible, placate their 
concerns. Each of the bids has strengths and 
weaknesses. Day’s recommendation will involve careful 
judgement and a comprehensive weighing of many 
factors. 


Case Notes 


SC93-2/21-1990E 
SC93-2/21-1990F 


SC93-3/21-1990E 
SC93-3/21-1990F 


REFUGEE CLAIMANTS AND THE LAW 


Pullen, John William 


Key Elements: 
Issue and Crisis Management 
Decision Making 
External Communications 


In the pre-dawn hours of June 24, 1986, the Wiley 
family were fishing in the Strait of Belle Isle, off the 
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northern coast of Newfoundland, when out of the fog 
appeared three large steel lifeboats. Towed by the 
Wileys and a Coast Guard ship, the 257 Hindi speaking 
refugees arrived in the coastal town of St. Anthony’s at 
11:15 am., immediately confounding the federal 
immigration system. Not only was Newfoundland’s 
regional Employment and Immigration Canada office 
in St. John’s ill-equipped to deal with a group of 
refugees of this size, but Ottawa’s new "fast track" 
immigration procedures had only reached second 
reading in the House of Commons and were only 
designed for use within major metropolitan areas. 


Dealing with a situation over 1500 kilometres away 
from headquarters, the Deputy Minister of 
Employment and Immigration Canada, Patrick Russell, 
feels he is playing a game of catch up. Russell must 
devise an appropriate strategy to resolve the situation 
while attempting to limit the ensuing social and political 
controversy. Russells strategy must recognize the 
influence of various internal and external actors, 
sympathetic ethnic communities, the media, and the 
central agencies. 


Case Notes 


SC93-2/22-1990E 
SC93-2/22-1990F 


SC93-3/22-1990E 
SC93-3/22-1990F 


THE R&D TAX CREDIT CONSULTATION 
CASE (1) 


Doern, G. Bruce 


Key Elements: 
Internal Change 
Planning and Control 
Decision Making 


In October 1984, the Conservative government placed 
a moratorium on the existing Scientific Research Tax 
Credit (SRTC), a research and development tax 
incentive. The government has since promised to 
"broaden the definition of development" and to expand 
Canadian research and development support. In May 
1985, the government announced a substitute tax 
incentive program. The Chief Science Advisor at 
Revenue Canada must draft a proposal, for the Deputy 
Minister, that sets out a consultative process and 
strategy that will clarify the research and development 


guidelines, and will establish a strong consensus among 
industries for the administration of the guidelines. 


Case Notes 


SC93-2 /26-1990E 
SC93-2/26-1990F 


SC93-3/26-1990E 
SC93-3/26-1990F 


THE R&D TAX CREDIT INTEREST 
GROUP REACTION CASE (II) 


Doern, Bruce 


Key Elements: 
Internal Change 
Planning and Control 
Decision Making 


After a year-long consultation exercise to clarify and 
generate consensus on guidelines for defining eligible 
research and development under the new federal SRTC 
tax incentive program, R&D industry interest groups 
are demanding the new guidelines be withdrawn. The 
R&D industry lobby targeted the media, members of 
the opposition and federal ministers. The Chief 
Science Advisor of Revenue Canada must attempt to 
preserve the fruits of the year-long consultation 
exercise, While at the same time managing the 
unexpectedly adverse interest group reaction. 


Case Notes 


SC93-2/27-1990E 
SC93-2/27-1990F 


SC93-3/26-1990E 
SC93-3/26-1990F 


THE UNENFORCEABLE AGREEMENT 


Gunther, Magnus 


Key Elements: 
Intergovernmental Relations 
Decision Making 


In 1972 the Quebec government decided to build the 
massive James Bay Hydro Electric Development 
Project. The Cree, Naskapi and Inuit, who maintained 
a traditional way of life on the land that was to be 
affected, took legal action against the Quebec and 


Canadian governments to get an agreement before the 
project went ahead. 


This case is about a problem with implementing the 
agreement. The major conflict has turned on the 
interpretation of a "Statement of Understanding" on 
how self-government will be financed. The document 
was negotiated during a general election that returned 
a new Government. Now, negotiations with the Cree 
and Naskapi have become bogged down and the 
government is seen as acting in bad faith. The reason 
is that the Treasury Board refuses to honour the terms 
of the agreement because it had not signed it before it 
was approved. The student is asked to assess the 
situation and prepare a strategy to get negotiations 
moving again. 


Case Notes 


SC93-2/54-1991E 
SC93-2/54-1991F 


SC93-3/54-1991E 
SC93-3/54-1991F 


REGULATORY POLICY REVIEW 


Doern, G. Bruce 


Key Elements: 
Decision Making 
Leadership 


This case study is set in the mid 1980s. A new 
government has just assumed power and has resolved 
to radically change the policy orientation of Transport 
Canada. In keeping with this objective, the Deputy 
Minister (DM) of the department has been presented 
with a heavy agenda of issues and concerns which must 
be addressed over the coming months. The student is 
asked to assume the role of the DM and to devise a 
strategy to manage and implement this agenda. 


This task is complicated by the fact that both the 
Deputy Minister and the Minister are new to their 
positions. As well, the Deputy Minister has to contend 
with a formidable array of strong-minded, 
knowledgeable actors within and outside his 
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SC93-2/51-1991F 


department, while presiding over a cumbersome 
organization. 

Case Notes 
SC93-2/51-1991E 


SC93-3/51-1991E 
SC93-3/51-1991F 


THE EASTERN QUEBEC FORESTRY 
DEVELOPMENT PROGRAM: 
LEADERSHIP AND INNOVATION* 


Dupuis, Louise A. 


Key Elements: 
Strategic Management 
Planning and Control 
Leadership 


Sylvain Tremble is director of forestry development for 
Quebec. A career civil servant who is enterprising and 
energetic, he faces a major challenge: infuse life and 
vigor into the dying economy of the Lower St. 
Lawrence - Gaspé region by revitalizing its principal 
industry forestry. 


Sylvain Tremble decided to assist the owners of private 
forests through a development plan. His action plan, 
which covered a period of several years, included 
initiatives to secure the participants of federal and 
provincial governments, local officials, trade unions and 
associations. The plan also included a permanent 
communications strategy. 


Sylvain Tremble’s action plan was so successful that all 
the objectives (number of participating owners, number 
of trees planted, etc.) were greatly exceeded. 


Case Notes 


SC93-2/65-1991E 
SC93-2/65-1991F 


SC93-3/65-1991E 
SC93-3/65-1991F 


UNION CONSULTATION AT THE 
DEPARTMENTAL LEVEL 


Clément, Philippe 


Key Elements: 
External Communications 
Internal Communications 
Leadership 
Decision Making 


John Brown, Deputy Secretary of the Treasury Board 
responsible for collective bargaining, has a serious 
problem. Federal sewer inspectors in the Department 
of Urban Affairs have persuaded their association to 
ask for an increase in the training and development 
budget, but without any good reason. Negotiations are 
at an impasse. The Department’s training budget has 
in fact been cut; moreover, the funds allocated have 
been poorly distributed between Headquarters and the 
regions, and among the regions themselves. Finally, 
union-management consultations in this department are 
non-existent for all practical purposes and limited to 
informal meetings between the senior manager and the 
union representative. 


John Brown must provide the director responsible for 
the negotiations with specific guidelines on how to get 
them moving again and must develop a strategy to help 
the negotiators to reduce the likelihood of such 
problems in the future. 


Case Notes 


SC93-2/37-1990E 
SC93-2/37-1990F 


SC93-3/37-1990E 
SC93-3/37-1990F 


INTERDEPARTMENTAL COORDINATION 
DURING AN ILLEGAL STRIKE 


Clément, Philippe 


Key Elements: 
Planning and Control 
Leadership 
Issue and Crisis Management 


Federal security officers are on an illegal strike across 
Canada and are disrupting the operation of many 
departmental offices. Treasury Board has guidelines 
that must be applied in the event of illegal strikes. 
Developed in consultation with a number of 
departments, these guidelines provide for an increasing 
scale of penalties for strikers. The Deputy Minister 
(DM) for Municipal Affairs finds these penalties too 
severe. Strikers at his Montreal office pose a particular 
problem, but his minister, a Montrealer, supports them. 
The DM thus tells Treasury Board officials that he will 
not apply the guidelines. 


The Secretary of the Treasury Board asks you to 
recommend a policy to deal with the situation created 
by the DM for Municipal Affairs and to make 
recommendations to prevent such situations from 
reoccurring. 


Case Notes 


SC93-2/39-1990E 
SC93-2/39-1990F 


SC93-3/39-1990E 
SC93-3/39-1990F 


PRESSURE TACTICS: UNION LOBBYING 
IN A DEPARTMENT 


Clément, Philippe 


Key Elements: 
Planning and Control 
Leadership 
Decision Making 


John Brown, Deputy Secretary of the Treasury Board 
responsible for negotiating collective agreements, 
thought that he could finally breathe easily; long and 
difficult negotiations had just been concluded between 
Treasury Board and a union group. Union members 
had rejected an initial agreement, and it had been 
necessary to call in a mediator to get them to accept a 
new agreement. But the Deputy Minister (DM) of the 
Department of Economics and Commerce, which 
includes the vast majority of this group’s members, is 
not satisfied. he feels that the agreement would hinder 
his managers, who would not have the necessary 
flexibility. He says Treasury Board must be more 
"understanding" about salaries and working hours. 


John Brown must thus take action to solve the 
problems involved in the situation created by the DM’s 
intervention and must develop a strategy to prevent 
such situations from reoccurring. 


Case Notes 
SC93-2/38-1990E SC93-3/38-1990E 
SC93-2/38-1990F SC93-3/38-1990F 


USER CHARGES 
Pullen, John William 


Key Elements: 
Decision Making 
Leadership 
External Communications 


It is late summer in 1985 and the Department of 
Transport has a challenge - to advise a new Minister 
that a Government policy will likely alienate a large 
constituency. The apparent choices are to proceed with 
difficult public consultations or to walk away from a 
publicly announced position. Recommending this option 
early in a new mandate may strain a shaky relationship 
between politicians and officials. What advice should 
the Department give to the Minister? Proceed with 
User Charges or walk away from a key initiative? 
Students will be required to identify risks and assess a 
range of options, including the design of a legitimate 
consultation process. 


Cas Notes 
SC93-2/72-1991E SC93-3/72-1991E 
SC93-2/72-1991F SC93-3/72-1991F 
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D) REGIONAL MANAGEMENT 


SAINT JOHN DISTRICT 


Mitchell, Nancy and 
Roberts, Mike 


Key Elements: 
Leadership 
Internal Communications 


Captain "Nick" Nolin has recently been appointed 
District Manager of the Saint John, New Brunswick, 
District office of the Canadian Coast Guard. Nolin 
took the job because he wanted an opportunity to 
implement some of the changes he thought were 
necessary to improve shore management. One month 
later, Nolin now realizes that District Managers operate 
under strong external and internal pressures while 
delivering several large programs, supervising the 
operation of a large technical and administrative staff, 
and maintaining and running a fleet of ships. 


Nolin must prove he is a capable administrator. This 
may be difficult as he must manage in a District which 
his predecessor ignored. The Auditor General has 
severely reprimanded the Coast Guard for wasting tax- 
payers’ money, the government’s political agenda has 
emphasized regulatory reform, cost control and 
restraint, and the District has been slow to accept 
special employment programs. Nolin’s Regional 
Director General has just given him a list of District 
goals and objectives for the next year. Within two 
months Nolin must develop a proposal for a new 
District office organization and an action plan for 
setting up the organization over two years. 


Case Notes 


SC93-2/1-1990E 
SC93-2/1-1990F 


SC93-3/1-1990E 
SC93-3/1-1990F 


HOW TO IMPROVE PRODUCTIVITY 
AND QUALITY OF SERVICE TO 
THE PUBLIC WITH LESS RESOURCES* 


Clément, Philippe; Côté, Marcel and 
Pinsonneault, Jocelyne 


Key Elements: 
Leadership 
Internal Change 
Human Resource Management 


The Director General, Operations (DGO) for the 
Canada Employment and Immigration Commission, 
Quebec Region (CEIC Quebec) has decided to review 
the history of the organization during his tenure, i.e. the 
past three and a half years. The DGO has advocated 
a pro-active approach and is still seeking ways to 
increase productivity and the quality of service to the 
public, as well as promote employee satisfaction and 
individual development. He intends to maintain these 
objectives but is not sure how to attain them. He must 
consider the recent changes in programs and services 
available to the clientele, in administrative procedures 
and in management philosophy. He must also bear in 
mind the imminent changes from the regional 
management team. The DGO will meet with the 
Operations Steering Committee to develop an action 
plan for the coming year. They must develop solutions 
that will bring about substantial improvement in 
productivity, the quality of service to the public and 
employee involvement. 


Case Notes 


SC93-2/7-1990E 
SC93-2/7-1990F 


SC93-3/7-1990E 
SC93-3/7-1990F 


SETTING UP A FEDERAL ECONOMIC 
DEVELOPMENT COORDINATOR’S 
OFFICE* 


Dupuis, Louise A. 


Key Elements: 
Internal Change 
Intergovernmental Relations 
External Communications 


Roch Lamarre is the new Federal Economic 
Development Coordinator for Quebec. Lamarre’s task 
is to establish the Coordinator’s office, set up its 
organization, develop policy objectives and begin to 
fulfill its mandate. The Coordinator’s office must 
provide direction and leadership in its relationships with 
Ottawa, the Quebec government, other provinces and 
the economic community it serves. As well as dealing 
with the day-to-day administrative operations of 
establishing an office, hiring staff and obtaining 
important office equipment, the coordinator’s office 
must become operational as soon as possible in order 
to advise Cabinet on two major politically sensitive 
issues that have arisen. Lamarre has to develop a 
strategic action plan to establish the Coordinator’s 
Office and meet its growing responsibilities. 


Case Notes 


SC93-2/8-1990E 
SC93-2/8-1990F 


SC93-3/8-1990E 
SC93-3/8-1990F 


IMPLEMENTING THE CANADIAN JOBS 
STRATEGY IN A REGION 


Prince, Michael J. 


Key Elements: 
Leadership 
Human Resource Management 


The new Conservative government enacted the 
Canadian Jobs Strategy (CJS) in September 1985, as 
part of its review of labour market policy. In 
Saskatchewan the Canada Employment and 
Immigration Commission’s (CEIC’s) Regional Director 
General (RDG) must implement the CJS program. 


The RDG must deal with the concerns and interests 
of the various external stakeholders who will be 
affected by the new policy program. She must also 
keep in mind departmental concerns which need to be 
dealt with if the policy is to be implemented 
successfully. When dealing with these concerns and 
issues, the policy content and development process set 
out by Ottawa will be her guide. 

While devising a strategy to implement the CJS, the 
RDG must judiciously manage the concerns and 
interests of the internal and external stakeholders. 


Case Notes 


SC93-2/12-1990E 
SC93-2/12-1990F 


SC93-3/12-1990E 
SC93-3/12-1990F 


LOSING THE FICHE 
Pullen, John William 


Key Elements: 
Leadership 
Issue and Crisis Management 
External Communications 


Late one Friday afternoon during the fall of 1986, a set 
of Microfiche T1A Tax records, holding pertinent 
information on 17,000,000 Canadians, was reported 
missing from the Toronto District Office of Revenue 
Canada Taxation (RCT). Cliff Boyle, three long 
months into his one-year Interchange Canada 
assignment as Assistant Deputy Minister, Central 
Region, did not inform Ottawa of the incident until 
Tuesday afternoon. 


Suddenly, Dan Martin, the Deputy Minister of RCT, 
is faced with a crisis of uncertain focus and magnitude. 
In devising a response to manage the crisis that has 
developed in the department, and is soon to spill over 
into the government and the national media, Martin 
must define or determine the nature of the crisis (i.e. 
administrative, communications, national, political or 
policy crisis, or any combination of the above.) This 
task is complicated by issues that mismanagement of 
the situation could create. 


Case Notes 


SC93-2/15-1990E 
SC93-2/15-1990F 


SC93-3/15-1990E 
SC93-3/15-1990F 
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MANAGEMENT OF AN ORGANIZATION 
DURING A STRIKE 


Hamilton, Seymour 


Key Elements: 
Leadership 
Decision Making 


Four weeks before the expected clerical workers’ (CR) 
strike, Sandy MacDonald, the Regional Director 
General of the Newfoundland offices of Revenue 
Canada, began meeting with his three senior managers 
to discuss and plan for the eventuality of the strike, i.e. 
to determine how the strike might affect their office, 
workers and productivity. As well as coping with the 
uncertainty prior to the strike, MacDonald manages to 
deal with the plethora of issues and crisis the strike 
creates. MacDonald must effectively manage his 
human resources, the service his office provides to the 
public and the Newfoundland office’s relationship with 
Ottawa. At the same time he must consider the 
interests of the clerical workers, their local union, the 
workers who have remained on the job, the 
management team and the demands of the media. 


Case Notes 


SC93-2/16-1990E 
SC93-2/16-1990F 


SC93-3/16-1990E 
SC93-3/16-1990F 


HINDSIGHT - THE ONLY EXACT 
SCIENCE 


Chenier, John A. 


Key Elements: 
Issue and Crisis Management 
Planning and Control 


A dispute is simmering among native people, business 
groups and the federal government over salmon fishing 
practices on Canada’s west coast. The Regional 
Director General (RDG) of Fisheries and Oceans 
Canada for British Columbia must devise a plan of 
action to resolve and diffuse the tension between the 
department and its client base. 


The RDG must carefully assess the organization’s 
external environment before a response is developed. 
Any concrete action taken by the department must be 
tempered by an appreciation of the rights, demands 
and welfare of the department’s client base. 


Case Notes 


SC93-2/17-1990E 
SC93-2/17-1990F 


SC93-3/17-1990E 
SC93-3/17-1990F 


THE NEW CENTRAL REGION 


Mitchell, Nancy 


Key Elements: 
Leadership 
Internal Change 


Harold Foote, Assistant Deputy Minister (ADM) for 
the Ontario Region, Revenue Canada Taxation, is on 
a return flight to Toronto. He carries with him the 
news that the Deputy Minister’s Senior Management 
Committee (SMC) in Ottawa has decided to split the 
Ontario Region into two. The decision was faithful to 
the Task Force report Foote had tabled at the SMC 
meeting which examined the organization of the 
Toronto District Region. 


With the decision in hand, Foote’s challenge is to carry 
through with the reorganization. Internal issues that 
Foote will have to consider are: the attitudes of the 
Toronto District Office employees; maintaining service 
to the public; and the government’s priorities of 
broadening the tax base, lowering tax rates and 
decreasing incentives to special interest groups. Some 
of the external issues that will influence Foote’s actions 
are the leverage of unions and the negative press 
coverage Revenue Canada has recently received. 


Case Notes 


SC93-2/18-1990E 
SC93-2/18-1990F 


SC93-3/18-1990E 
SC93-3/18-1990F 


THE PANAMA SHIPPER 


Pullen, John William 


Key Elements: 
Human Resource Management 
Issue and Crisis Management 
Decision Making 


John MacDonald, Regional Director General (RDG) 
for the Maritime Region of Transport Canada, has just 
finished interviewing candidates for the position of 
District Manager, Dartmouth Region. MacDonald has 
been shouldering the complex responsibilities of this 
position as well as his own during the past few months 
and is now eager to choose from among the three 
capable candidates. Whichever choice he makes 
MacDonald cannot appease all of the concerned 
external parties. MacDonald’s concern with filling the 
position takes a sudden twist when he learns an 85,000 
tonne oil tanker, the PANAMA SHIPPER, has run 
aground at the eastern side of the entrance to the 
Halifax Harbour, and is spilling its cargo of crude oil. 


The District Manager, Dartmouth Region, is the On- 
Scene-Commander responsible for the operational 
response to the oil spill. MacDonald knows he cannot 
handle his strategic position, run the region on a daily 
basis, and handle the operational responsibilities of the 
District Manager. With calls beginning to come in 
from the media, federal agencies in the Atlantic 
Provinces and from the department in Ottawa, 
MacDonald must quickly determine a plan of action to 
respond to and resolve the expanding crisis. 


Case Notes 


SC93-2/30-1990E 
SC93-2/30-1990F 


SC93-3/30-1990E 
SC93-3/30-1990F 


PRINCEVILLE AIRPORT 
Sutherland, Allen B. and Lalonde, André R. 


Key Elements: 
Leadership 
Personal and Interpersonal Skills 
Internal Communications 


The novelty of a new job and working environment had 
not worn off before Don Hampton, Airport Manager at 
the Princeville Airport, was given the opportunity to 
practise his skills as an innovative management 
entrepreneur. Hampton had arrived in Newfoundland 
from a management position at Pearson International 
Airport in Toronto. Although he was by no means new 
to the airport environment, Hampton was viewed with 
scepticism by his employees who consider anyone who 
moves to Princeville from the big city, during the prime 
of his career, to be dead wood. 


Hampton’s predecessor had been indecisive, he had 
allowed a number of the airport’s managerial, 
operational and personnel problems to become the 
status quo, making their eventual resolution more 
difficult. As well, a dispute was brewing between the 
airport’s Personnel and Marketing Officer and the 
Chief of Crash Fire Rescue, over the employment of 
women as members of the Crash Fire Rescue Unit. 
Hampton now had two weeks to prepare a Two-Year 
Management Plan for the Regional Director General. 
However, any plan would be impossible to implement 
without support from members of the Airport 
management. Hampton had not yet decided on an 
action plan, a strategy or determined who among his 
employees he could count on. 


Case Notes 


SC93-2/20-1990E 
SC93-2/20-1990F 


SC93-3/20-1990E 
SC93-3/20-1990F 


REFUGEE CLAIMANTS AND THE LAW 
(Regional Crisis Management) 


Pullen, John William 


Key Elements: 
Issues and Crisis Management 
Internal Communications 
External Communications 


Following the same story line as the case Refugee 
Claimants and the Law, this case deals with regional 
operations and procedures where the national 
implications of a scenario are equally important. 


Elaine Plante, the Regional Director General (RDG) 
for the Newfoundland Region of the Department of 
Employment and Immigration, is grappling with the 
procedural problems caused when 257 refugees 
suddenly land within her jurisdiction. Plante must 
identify and rank the regional office’s priorities, she 
must determine how to apply the department’s 
immigration policy, and develop a strategy to use when 
dealing with the department and central agencies in 
Ottawa. In completing these tasks Plante and the 
department must coordinate their efforts and develop 
clear lines of communication to regain control of the 
issue from the media. 


Case Notes 


SC93-2/23-1990E 
SC93-2/23-1990F 


SC93-3/22-1990E 
SC93-3/22-1990F 


A DELICATE BUT UNAVOIDABLE 
EVALUATION* 


Marceau, Richard; Simard, Pierre and 
Paquin, Michel 


Key Elements: 
Leadership 
Planning and Control 


The Director of the Development Secretariat Branch 
of the Eastern Quebec Development Plan in Rimouski, 
Quebec, faces the difficult task of preparing a program 
evaluation report detailing the accomplishments of the 
organization and its future objectives. The report will 


be submitted to Cabinet as part of a request for further 
funding. The evaluation report is difficult to prepare as 
little thought or attention has been given to the 
program evaluation process. The Director must search 
for relevant data to prepare the report and establish a 
means for completing the project. 


The Director has received a consultant’s report which 
recommends three approaches to the evaluation 
process, each of which has advantages and 
disadvantages. The Director must decide how the 
project should proceed. Should the Director accept 
the consultant’s report and choose one of the 
recommended strategies, or should he ask the 
consultant to revise the report and put forward other 
alternatives? Are there other options available to the 
Director? These questions have to be carefully 
weighed before a final decision on how to proceed with 
the project can be reached. The time for action is 
limited and any solution to the problem must be 
sensitive to other government departments and agencies 
which impinge, in varying degrees, upon the work of 
the organization. 


Case Notes 


SC93-2/35-1990E 
SC93-2/35-1990F 


SC93-3/35-1990E 
SC93-3/35-1990F 


THE REGIONAL DIRECTOR GENERAL 


Paton, Richard and 
Pullen, John William 


Key Elements: 
Leadership 
Planning and Control 
Human Resource Management 


Nigel Bailey, Regional Director General of the Pacific 
Region of the Department of Fisheries & Oceans 
(DFO), is facing several major challenges. Bailey has a 
crowded management agenda, a_ hostile local 
environment, and a demoralized professional staff. He 
has to determine what the most important problem is, 
and then formulate a management plan to deal with it. 
Among other things, the case illustrates the principles 
of understanding and protecting the technical core of 
an organization, and creating systems and processes to 
buffer it from environmental shocks. 


Who does Bailey serve? Ministers or the public? Or 
both? Students must assess Bailey s organization and 
his managerial environment to understand the pressures 
on the regulatory and enforcement framework of the 
region. They then need to solve a critical management 
problem of protecting this capacity. By the end of the 
case Bailey must make a strategic decision which could 
have terminal consequences for his credibility within 
the region and with important stakeholders. 


Case Notes 
SC93-2/57-1991E SC93-3/57-1991E 
SC93-2/57-1991F SC93-3/57-1991F 
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Part IV: 


A) 


B) 


C) 


D) 


Management Areas and Key 
Elements Reference Tables 


Agency Management 
Line and Project Management 
Policy Development 


Regional Management 


A) AGENCY MANAGEMENT 


uh Centres of Excellence 

2 Setting Up a Research and Development 
Institute 

Pressures on the President 

The Chairman’s Challenge: Parts A and B 
A Crisis in the Fish Processing Industry 
Workforce Adjustment 

Voice of Fire 

Artistic License 


OL A Cae ia 


9, No Comment 

10. The Art of the Possible 

11. "Everything’s Under Control" 
12. No Prescription for Success 


Key Elements 


EEE IEEE Le 


Internal Change 
Internal Communications 
Issue and Crisis Management 


Leadership 


Strategic Management 
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B) LINE AND PROJECT MANAGEMENT 


Choices for the Manager 

The St. Louis Bridge 

Grants and Contributions 

"Impasse": Team Building 

Reorganizing Human Resources at Statistics Canada 
Toxic Chemicals 

Triple A: The Acquisition Assessment Agency 
Early Steps: Leadership 

Early Steps: Establishing the Power Base 

But Can She Drive a Fork Lift? 

Just Say No 

No Way Out 


Coane cen tee 
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B) LINE AND PROJECT MANAGEMENT 


13. We’re Doing All We Can 

14. Time to Pay the Piper 

15. The Promise 

16. The Mineral and Metal Commodities Branch 
17. Chilean Grapes 

18. Natural Gas Laterals 

19. Everybody's Problem 

20. What Can You Do? 


Key Elements 


Internal Communications 


Issue and Crisis Management 


Leadership 


Personal and Interpersonal Skills 
Planning and Control 
Strategic Management 


SS a 


C) POLICY DEVELOPMENT 


ea 


Competition Act: Stages 1 to 6 

Drug Regulation and Cost Recovery 

Workplace Hazardous Materials Information 

System (WHMIS) Project 

4 The Natural Gas Deregulation Case 

5: Privatizing the Canadian Maple Products Corporation 
6. Refugee Claimants and the Law 
al 

8 

9 


Sa 


The R&D Tax Credit Consultation Case (1) 
The R&D Tax Credit Interest Group Reaction Case (II) 
: The Unenforceable Agreement 
10. Regulatory Policy Review 
11. The Eastern Quebec Forestry Development Program: 
Leadership and Innovation 
12. Union Consultation at the Departmental Level 


Key Elements 
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[swategic Management 
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C) POLICY DEVELOPMENT 


13. Interdepartmental Coordination during an Illegal Strike 
14. Pressure Tactics: Union Lobbying in a Department 
15. User Charges 


Key Elements 
Fe Sis 
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Strategic Management a ae eS 


D) REGIONAL MANAGEMENT 


Fe 


Saint John District 

“2 How to Improve Productivity and Quality of Service to 
the Public with Less Resources 

3. Setting Up a Federal Economic Development Coordinator’s 
Office 

4 Implementing the Canadian Jobs Strategy in a Region 

D: Losing the Fiche 

6. Management of an Organization during a Strike 

7 Hindsight - The Only Exact Science 

8 The New Central Region 

2 The Panama Shipper 

10.  Princeville Airport 

11. Refugee Claimants and the Law (Regional Crisis Management) 

12. A Delicate but Unavoidable Evaluation 

13. The Regional Director General 


Key Elements 
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Intergovernmental Relations 
Internal Change 
Internal Communications 
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